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×Record : various definitions have been 
formulated on what constitute a ôrecordõ (Smith, 
Siller & Exon 1995;ISO 15489; BNARS, 1978)  

×A record is  information documented in any form 
created, received and maintained by an  
organization as evidence of its daily 
transactions.  

×Records management: This concept like the 
ôrecord' there are several definitions as well 
(IRMT 2007; ISO 15489; NAI 2005)  

 

 



 

 

×This study defines records management as the 
systematic control of records use  and 
maintenance from  their creation to disposal  

×Service: Something  performed  on  onesõ behalf  
and  have an inherent  value  to  those  who  
receive  them . 

×Service delivery : The ability  of  a governments,  
organizationõs ability  to  make  available  the  
tangible  and  non  tangible  public  goods  and  
services  to  its  citizens/  customers . 



}Service delivery is a topical issue for most 
governments and scholars alike  

}Consensus amongst scholars that public service 
delivery is critical to ensuring the national well - being 
and stimulation of economic development.  

}Several scholars agree that proper records 
management supports efficiency and effectiveness in 
service delivery in a variety of ways These could 
include, among others, documentation of policies and 
procedure that inform service delivery such as; the 
type of services provided; who are to be responsible 
for carrying out the work; and what costs involved  
(Kemoni, Ngulube & Stilwell 2007; Ngoepe 2008; 
Pemberton ,1991; Wamukoya 1995)  
 





}Botswana National Archives and National 
Archives (Chapter 59:04)  

}Botswana National Archives and Records 
Services Records Management Policy, 2009.  

}Botswana National Archives and Records 
Services Records management procedures 
manual, 2009  

}Botswana Public Service Act, 2008  

}Botswana Public Service Standards for 
Records Management  

 



}Reviewed literature on the theoretical 
framework (records life cycle, records 
continuum) and records management 
guidelines (such as ISO 15489)  

}Reviewed empirical literature related 
to records management  and public 
service delivery in World, Africa & 
Botswana  

 



 
} Cites the role of records in land inquiry in 1991  
}Mnjama (2000) on role of records in the Botswana Meat 

Commission  
} IRMT (2008) titled, fostering trust and transparency in 

governance in Botswana  focused on land records  
} Records management as tool for the delivery of justice 

has been attested by the case in which the Botswana 
Building Society (BBS)  
 

} Adduced from literature is that records are critical to 
public service delivery in Botswana; yet records 
management is nonetheless not given the recognition it 
deserves as a tool for effective public service delivery.  
 



} Previous studies on public records management in Botswana have 
explicitly raised concerns over poor records and information 
management programmes in most public service departments. The 
studies have shown that the lack of resources, lack of equipment, poor 
storage conditions, shortage of qualified personnel and lack of top 
management support were evident; underscoring the apparent 
implication on public service delivery (IRMT 2008; Mnjama 2000; 
Ngoepe & Keakopa 2011; Kootshabe 2011; Ramokate 2010; Tshotlo 
2010).  

}  No study has ever been conducted in Botswana showing a direct link 
between records management to and public service delivery; however 
previous research has only alluded to records management as having 
a bearing on public service delivery.  

} But an examination of the literature elsewhere such as by Kemoni 
(2007); Kemoni and Ngulube (2008) in Kenya  

} Study in the Ministry of Health was motivated by the fact that the 
ministry  was recently cited in the Global Competitiveness Index for 
2011 - 2012 released by the Botswana National Productivity Center as 
having public performance that had deteriorated due to several factors 
that included poor records management  



} The general objective of this study was to establish the role 
of records management in the delivery of services by the 
Department of Corporate Services at the Ministry of Health 
in Botswana. The study sought to answer the following 
research questions:  
 

}  What are the levels of adherence to set records 
management programmes, policies and standards in the 
Department of Corporate Services?  

} How effective are the records management programmes, 
systems and standards in place with regard to service 
delivery?  

} What is the role of ICTs in management of records and 
service delivery?  

} What impact does training on records management in the 
department have service delivery by the department?  

} What are the possible solutions to records management 
problems identified by the study?  

}   
 


